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STANDARDS - The fact that beth levels scored well in thig
subscale is encouraging from the sandpoirt that their attitudes
are that effective measuremerm tools could de used to monitor
and control the work processes. Um.mdo
not- exist in your current LCSC system, whoever, if they are
developed with your people, their anitude would indicate that
they are receptive to wing work messurements to identify and
Ipspond problems. e = -

In the subscules thar measure SOURCE OF MOTIVATION,
CHANGE POTENTIAL snd COMMUNICATIONS, both
levels demonatrazed relstively positive srtitudes. We will budld
on thess areas of strengd to ficilitate the specific training
nesded la the aress of Work assigement, follow up, active
supervision, clarification - of roles / responsibilities and
organizational devetopment. ic -cre
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BELLSOUTH - LCSC
MANAGEMENT OPERATING SYSTEM BVALUATION

s 0
- ELGMENT RaaTse : EXSTH-AGQUIRES UPGPAADE
} POOR UTILZATION

B 0O%3 NOT BXET
8 NOTUTIUZSD

SYSTEM ELEMENT DESCRIFTION
BOKS NOT AT '
VOLUME FORECAST :"‘m mmrﬂﬂ* tlwr?;:l
PRODUCTION STANDARDS EXETS AR :,’::‘:" m:munm
emaomeaeanon | |t -
SHORT RANGE PLAN ‘._:';_. T NOT TR TO TME NAUT AATE
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" TWORK ASSGN / FOLLOW UP  EXPECTATIONS, NOT BEING USED BY SRV,

BEST PRATICE DEFINATION

BACKLOG CONTROLS

g- % SOVE VOLUWE TSN DXST. HENE 8 O

I PACOUCTNTIY MEASUASNONTS

(= sl o AL GONT AV BING OSSIINED - NOT INPLENENTID
- TRACKI GF BEAVICE CATRA SPRVCE PRIDMASK

&‘ CUETE NGY INSTALLED » WAITING FON

LYYy 4

PERFORMANCE REPORTING

QUALITY /SERVICE CONTROLS

B“E BABKC ALIX TOOL DY, IF LACKS SPRCTONTY

SUMMARY OF ELEMENT UTILIZATION
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Although you gensrase considerable data, this informarion will have to be upgraded to
baommnd:iwmdkhntmbeiuwmnh&mmwm :
who are cmﬁt_xg productivity and quality problemns. Although the production
mmmmmmmwmwmxmumm

and must be developed, Poor compliance and utilizstion of the elements which sxise

have minimized mansgement symems as a usefil tool to idertify problems and to
control labor costs. None of the eximing slements wre being used effectively, while

only 40% of the elements arg belng marginall; wicdaad 60% srs otbeingused st all, = -

- Your curremt volums forecant has obvious weakeetsss.  Your
curret forecast (s not duild upon activity besed work content,
The base dats does not ascount for work coutent by product
mix. Also, the current focecasting techriques do not recogxize
the variances betwesn reskle orders.  We noted logis problems

== = . . ..und base parametery which can o0t be verified The fact thet . - - -

you have 5o historical information lmits the: assuricy of the
ourrent forecamt. Although that situation is unxvoidable, your
systems lack s feeddack mechanism thst oacks sctual order
input 50 that ths current fbrecas aan be cortimually upgraded
based upon actual ingnst trends. .

. You lack mceivity based sandards which could be used in the
forecasting, planning and work assignment. Currently you oaly
have gemaral svarags times to process as order whisk does aot
ascount for product mix berwesn usbundled and resale nor the
degres of complication within the retale product group. You
lack ohjective information that could be used as base data to be
used to develop & creditable work volume forecast. Without this
information it is impossible to eactively plan or assign work to
balance the workioad between empioyees. You aan oot
therefora evaluate performance by individual or work group. As
s remilt, supervision can not idertily truining oseds and take .
corrective action. Problems tend to oontinue for extended
periods of time which inflates your operaring con and Limits
customier sarvice.
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58 We analyzed your strustured training process with your wtaff mupport, trainers, tne
mazagement aod trzinoes. We delermined that your curremt tralning procets s lass
thas effective. While most of the basic claments of the process arw prevent, significant
upgrades are raquired to cuks them effective. Of the elements which are avallable, fow
are being used effectively by your erganization.

= 40% of the basic elements exigt and raquirsd oo additional
' enhancements. For sxample, the scresning process Br the
idwdﬁaﬁmofunﬂd&phﬂma‘aulndthuumwdl
daveloped agendas and modules to support the iraining process.

v .

- 50% of the dlements exist’but will requirs significant upgrades to

- - become effective . Process flows that define the Xeps neceaary
to successhilly complets an. order are vague and sct umbla
rraining twols. The evahusrion of lesson comprehension s
subjective rather than objective. You lack m objective pom
testing vehicle to evaluate g trainees level of comprehension. 10
modules actually have ‘leason leamed testing” but they are oot
being used by your pecple.

. The only clement thas does aot exist is assessment effisctivenss.
Thera is no feadback to mainers relssive to the sffactiveness of
their programs, a3 & rosult, weakness cannet be ientified and
enhanced. We administered 3 quastiobnaire 10 28 resens trainess
to undersiand their perceptions of the training effactiveness
The results indicated that 77% found the training inadequately
preparsd them for thelr task. The lack of supervisary follow up
after the formal training was idantified as & koy coucern.
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Although performance data s available, & is aot being utilizad by
supervizion to provide information reiative to akills sets of the
service reps. [n addition, monitoring / obsarving is will in the
developmsnt stages and has ot been implametzed. The result is
that you cannot provide mesningful feedback and cosching to

your cnployess to furtber their developaun.

Only 10% of the elememnts ars currently being ytilized effbctively.
Another 50% are only maggically used and 40% are not being
used at all. There we significant opporturities to imprave the
oogoing effectivensss of your curres traiomg procms by
instaling op the floor training developmenmt with supervision
through cffective coaching. Trainses are scrmewhas abandoned
by BellSouth once they are assigned to their sreas.
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BELLSOUTH - LCSC
ATLANTA - BIRMINGHAM

EMPLOYEE SKILLS TRAINING

Wl QUALIRGED & ASLE TO TRAN
W QUALFMED

C3 MARGINALLY GUALIRED
@R NOTQUALMIED

..| ATLANTA
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MULTI UNB
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Sb. We sonducted an evaluation of your employee skills flexidility 10 identify the trainizg
needs of your sarvica representatives. We determined that their are significant fralning
nesds within this “experienced” work goup. These nseds have cesulted in Bmited
employee flexibility and tha inabiliry 1o maximize the eSactive use of your manpower
which fimits the quality of your erder procesing,

- Owr mudies indicats that only 43% of the key jobs have
employess who ars qualified to perform there fincticns
affectivaety. Thishudﬂ@mthr@mquham’lbﬂky
to make adjustments for absentesism and volume mix.

< According to their supardisors, 35% of the jobs heve employees .
am e e e .- DO ure margmally qualified to petorm the tasks. Magiad . .. . .. Q.
means they are only able to pesfarm selected functions of a total '
ordey procetsiag flow without constant folow up. This is 3 key
polnt, since ws saw very little training of amployess by the
supervisors during our studies.

- We cbsstved differert methods being uwsed by wmuhiple
employees to perform the same tak. This resulted in significamt
variances in both quality and productivity. This frequenmtly
results i errors and rework as vital stepa of the process are
raissed and must be corrected after the fact. This is impacting
your customer service and unnecessarily inflating your order
procassing tma,

- Ineffoctive employee cross training restricts productivity and
reduces your ability 1o mest volume demands. 179% of the
people are oot qualified to perform the funclions, This is haviag
a negative impact on both productivity and quality.

T 002797
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38% of the peopls, in the supervisors' opinion, are qualified to
perform the functions of the department ruccassfully.

Only 10% of the people, in the supervisors opinion, are qualified
to perform the functions of the department and possess the
ability to traln fellow workers.

lmtadofuiﬁnsuddqicﬁnsyuwmphwdnhm
night the first time, you rely on tework to find errors. Thess

activities do not add value end unnecessarily inBats your
operating cost and ordar lead times.
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Systam slements much & staffing determination exims however,
without activity based work sundards you can oot determine the
actual aumber of people you will nwed 10 process & given voiume
of work. ~ Without this key dlemerx of wn operating system,

crewing decisions wre currently be made based upon fulty

conclusions and inaccurate informaton  As & remult you are
planning an excassive muuber of emptoyees 10 handls foreanad
vohumes which increases your operatiag labor cone.

- e z e

Your curreat systems contain elerents which could be used for
sbort range planning znd baskdog coouols. Your short range
plan does oot uss activity based suadards 10 determing work
plasning. These elemens are ot being used by mom
supervisors apd are not effective.  Backlog comtrols exist b

-have the same problern as they ars not based upon realistic work

standards.  Neither the planring dements sor the backlog
cantrols are tied to the forecast,’ As 1 result you have 80 way to
monitor achual werk input on & continuous basis 50 that the
forecast can be upgraded. Tha lack of short range planning tocls
tesmrict tha supervisars ahility to coatrol work backlogs and

sequence work assigaments.

Although you have daily assignments sheets, they are oot being
wsed by supervisors 1o asign and follow up on work in progress.
You lack & systsmatic approash o foliow up on work
sasignmenty. You do not have elements that require supervisors
to objectively review work assignments compared to standards
to astual work completed. As a result, your supervison camot

idantify operating preblems that are causing productivity, quality

~ and sexvice problems oo & tinaly basis.

a—
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- Your best practice deflnition exiats only ns a macro level. You
lack dotalied documentation of your key procasses by ®ep in
sufficient detui that they can be used a3 8 training tocl. Withowt
this level of documenzation, wmployees who bave questions oust
interrupt fellow workers who might have an optajon on bow to
process the order.  This sivuation not only lowers Wbor
productivity, it also has a negative effact on quality on various
methods and techniques are used 10 process the same type of
order. Youh&:mdardxm:ontommthnmt
sonstant level of quality. —

)

- You do mot have individual and departmental produchvicy

measurements. This i to determine acourste productivity
levels remricts the identification of cperming problars and
perpetustes lost time,

- Currently both quality and service measure are being developed
but have oot boen insalled. As we hsve noted i other synem
elements which do exits, the challenge you Bice is not the design
of these management tools, it the implsmentstion snd use of the
tools bty mupervision. You lsck ag lasallsvion process that
insuces that supervisors are trained in the prepargtion and use of
systern elements. You muat also spend time on the Hoor to
inswe that supavision widerstasds bow to use ths tools to
idemify quality and service problers on & timely basis to idensify
training problems.

- Employes skills fexibllity chans exist in some of the aress,
bowever, they are not being actively used by supervisons w
idendfy training needs 30 that thay can be addressed. Also you
lack benchmarking that cao be used to quantify trainiag needs, .
For additional informuation on this key arsa of yes business,
plonse sew 1ha employes skills section of thia summary.

- 71 002788

-36% 404 %29 BBBT 08-22-87 Q1:32PM P08 84D




- - - A ———— 1 s i i mei e ey Ut o g [T L Ty )

BELLSOUTH - LCSC
ATLANTA - BIRMINGHAM

SUMMARY OF EMPLOYEE UTILIZATION OF TIME
HlE woaana

(] NOT NAFEA
[ M NOT WORKING

B e 0 e w ™o e

-

BRMINGHAM
LC30

BIRMINQHAM
LCsc

SUMMARY OF EMPLOYEE UTILIZATION TO TIME
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As & result of the lack of clear goals, incorulistent work processes, employes skills

deficiencies and s pagive management v, owr. asalyset indicats servica
representasives are either not working or not in their ares 39% of the fma. Detalled

analysis of the work being performed indicates that 7% of the time represertatives ary

doing somecne else’s work and 27% of the time they are engaged in non valus sdded
rework. gs&aaﬂa?.fﬁnﬁanﬂfigi:-w
the first tie is only 38 to 48% of the reps’ dme, Dus to various operating, waining
aad quality probloms which are not being resolved, your curent level of labor
utilizetion is inflating your operating costs, aad duillding sxcesstve lend-times 2% your
order process. \

mac_ﬂiian_ﬂrﬁcﬂsggaauaﬂﬁ We
cbserved mpervison wihiting uatil. the employess brought

s ;..:..vazqﬂ: ._i_.&an.op Wecbsarved that several times thy .

-gsgsﬁﬂ&_ﬁgﬁuga

" resolve of reassign the orders torotiam workemyvich the “know

bow”. Supervisors also do mes shaife tadrdftact the root
ctuse by providing feedback todte repmssmative. This
reactionary, aon supportive mansgemenct )tyls contributes to the
perpetuation of quality problemu aad son value added rework.

Supervisors very rarely follow up on work in process. This lack
of supervisory lavolvernent has left your employses to solve
most problems by themusives. [n the Bell§outh LCSC
enviroomen, it is the exployee’s responsibility to locste their
supervisor to get assisance, t-_.!_rua.-lnu!cu_ﬂ.
tend to continue befors corrsstive action is taken, and it often
deals only with the symptoms rather than root catises of the
problem. Rep's spand from 10% to 15% of their day correcting
errors which they had caused without management swarenesd of
assistance.

_ 73 002730
08-22-67 01:32MM
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Some reps' exhibit poor work habits without managerowm
swarenass or corrective action, We observed sevenyl cases
whare workets were repautedly croating rework and delays for
other BeliSouth operations, but ware oot confronted by thsis
supervisors, thereby condoning the practice. Supervisors rely on
syster edits and ervor reporting to correct the problama rather
than confront employees on poor work habits, pocr dildﬁlim
and skills deficiencies.

I your LCSC environment, the clarification requests seem to be
used as a “fall safe" to extch quality problems and missing it
informasion prior to order processing. We moted situations ia
which every portability jorder required olwiicsiics &w 1o

misting information. 10 w0 12% of ths rep’s dsy was wanmed
" " getring clarification &om the cusomer. Managenst is mot

awure of this condition and Is aot gathering the qun
develop & corrective astion riratagy with the acseunt tamms 1o
solve the probleras before they hit the LCSC and force lont time
into yout operation. '

Improperly trained employees are forcing lost time into the
operation, 7% of the represematives time is spent doing work
for another employes. Thae single largant cause of this druation
is because an employee must wk for assistance of hand off the
order 10 another representative who caa resolve the problem,

We observed drustions where non compliance to existing
procedures was forging lost time and rework into the operation.
For example, when & representative uses the phooe to ask for
clariication, and later hands the order to a fallow smpicyes 10
completa, the second rep does not ivow what work has bean
done,

- 74
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- We observed your represematives waming their valyabie time
doing the work whish is to be complated by the clarks in the
department. Several of the reps will laave their station tn ordar
to send faxes, which is supposed to bo dous by the clerks.
Ofternimes when & represomacive leaves their work station they
interrupt the chytbm of their work and stop by fdlow employess’
warkstations 10 visit.

. The layout of the work areas is not coaducive to. forter o
mupportive enviroament for the sarvice representatives. Your
reps are Isolated in cubicle] Which binders supervisory coaching
and apport. Those who seek help must leave their work areas
thua forcing lom time into the operation. Sinca you are starting
up the LCEC you havs s idssl epportunity to creme an

" environmeme which fosters management support and interastion.
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BELLSOUTH

Lese

TRAINING AND DEVELOPMENT PROCESS
ELEMENT BXISTS N ¢ DUSTS RRQUIRES UraAADE 0S8} NOT LSBT
EFFRCTIVELY WTILIZED POOR UNILRATION 18 MY VTHAZED

SYSTEM. ELEMENT m -DOCUMENT %
. CURRENTLY USE WAGE SCALE 23,
SKILL REQUIREMENTS G T AE WhGE St 23,
I8 RIGNT 8KILLS FOR THE LCSC
8ERVICE REP POSITION.

THERE ARE SEVERAL TRAINING
AGENDA's. HANDOUTS & GUIDES

THERE ARE ORDER FLOWS, NOT
DETAILED ENOUGH FOR TRAINING

SCREENING TRSTS

“TRAINING AGENDAS

PROCESS FLOWS

COMPREMENSION EVALUATION IS SUBJECTIVE BY
EVALUATION INSTRUCTOR. LESSON TRETS OFT.

EFFECTIVENGESS NO ASSESSMENT AT THIS TIME
ASSESSMENT BUT WiLL BE DEVELOPED

TRAINING STATUS CTRE AVAILABLE, SUPV TRACKS
CHARTS TRAINING RECEIVED MAN

IND / TEAM PERF DATA AVAILABLE (Errors, Ord
TRACKING Proceased ) BUT NOT USED TQ

OBS/ MONITORS ARE NOT BTRUCT

MONITORING / OB8 10T PHONE. POOR LAYOUT

INDIVIDUAL COACHING

COACHING 18 NOT STRUCTURED
AT THIS TIME. "

SUMMARY OF ELEMENT EXISTENCE
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6. Our analyses of your work flow processes for both resale and unbundled orders '
indicazes that your eurrent level of process documentatidn is insufficient 1o asure
process compliande and integtity. You lack the abilityzo use pro«u documentation as
a truining aid that can be used to upgrade the skill sats of you representstives. There is
8 lack of clearly defined process requirements. As you transist from the current manual
procesa throught semi automated to ultimately an sutomated work prosess, there will
always be the need to detail and validate the steps to Innure quality and servica The
mue work coment of sach siep or activity must wreuiy-Ge updated 10 realizy 3
contiayous improvement culture within the LCSC process.

}

vt v )

P P L

- Processes ars aot being usad (0 wsseas the skills proficieacy of
you service represaniarives, Without the detail it is impossible
to objectively identify trflning noeds aad if needs we act
idermified, they cannot be addressed to constamly improve the - e
skills of your service representatives. | '

wet VMM L PR .

- Actlvity based standards are not being used to develop your
force sizing modely. Since the work content varies by order
type, this base data must be maintained and upgraded to insure
that as your product mix changes, you have the ability to
properly determine the manpower requirernents.

- Detail process flows de not exit and canaot be incorporated
into & contimuous employee training process. As a rewult, you
we not kesping up with the latest upgrades to the order
processing flow and the Erequency of errors tends to increase.
Thlhnlmpnw-!huupoubothmmnnmddm
oustomer service.
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. Fallure to bave the process detailed step by step has limited your
ability to quantify and qualify ths procedural barriers that affect
productivity and quality. This diminishes the ablity of the
support gperition ta be adle to enhance and resct to the most
signiScant buriers. As a result, the support functions are left to
design improvements to the naeds aa they view them, not as the
people responsible to deliver your service know the needs to be.

- Mmﬂuminmd*ccimmwlﬂhwwh
developed and detailed. The challenge is not to document your
awrent processes.  The challenge is to have the knowledge and
abilicy to repeat the detailing process to insure thar the LCSC
always has effective procdsses that are properly balanced and
ruaintained, ' '
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WHAT WL PROPOSE
QYERVIEW -

We propose a 22 week coscartad effort 10 upgrads the management operating sysems,
detail/update/test and msasure work procaduriw/procasses. We will also mmprove the .
sffectivaness of the skills developownt process and deveicp s performunce orieoted
supervisory culture at the Ballouth LCSC operations in the Atlants sad Bimmingham

-~ locations. Working closély with your Gisasgentait group, we will change the imags of
supervision from a task work/passive to a supportive/prosctive one. We will design aad
install managemern systems to give your supervisors and managers the laformation they sead
to effectively control all of the functions within their aress. We will train your supervisors and
managers “on the floor”, so they truly understand bow to apply and use the symems and
mansgement concepts i their openations.’

:
;
¢
!

SPECIFICS

{. Togethar, we will conduct s serics of opeuming meetings with support and
operating departments during the first week, to set the sage for the proocess '
that is starting We want all lovels of personnel 1o understand thet this ia 2
prognam requiring their active participation, which will be a very positive
experience.

2 Togetber, we will prepare a detailed weekly scheduls during tes first 3 weeks,
to provide a plan for accomplishing all of these tasks in the allocsted time. This
will also enable management o follow along with our schedule on 8 weskly -
basis. ' '

3. We will develop & method to assess the status of deliverables to measure the
avainment of our proposals on 3 weekly basis. This method ‘will be finatized by
the 7th week. By the 10th week we will ustablivh 3 reforence lyvel of historical
performance indices, serting furure targets, and traskisg arainmant of these
targets. The on-going tracking will be turned over 1o the opsrating and mupport
organizations.

00280s
88

"woX 404 620 8587 08-22-97 01:32PM POBS #40

09/25/97 THU 10:47 ({TX/RX NO 98586]



TMEDDER LAW FIRIL__‘

i 8-25-87 ;12:08PM MESSER LAW=
O ROEAMI WML 7 OW CoL e

We will complete ths diagnostic ssiessmeru during the Arst 2 wesks of the
process. We will administec our Supervisory Oplion Questioanaire (80Q) to
the remaining supervisors and managers not includad in the analysis assessmen:.
This will provide us with a profile of the overall groups strengths and
weaknesses, 30 that training can be focused specifically on the neads of your
people. The proBiss of strangths and weaknemes for each individual will also
help us to follow 13p and maximize their parssnal development.

Togther, wo will generats & supervisory bebavior model We WAl design the

supervisory workshops based oat‘u weaknetaes we obaerved, and reconfirmed
by the diagnostic questionmire administered to your supervisors and managers.
This program will be designad by ths 4th week.

We will laitiate & process in the 1R week 0 communicate mesific LCSC’s
findings, proposals, areas of focus, and priorities to all departments, This will
eozure that each group understands their part i sghieving overull objectives,
the strategies to be utilized in achieving specific deliverables,

We will develop operating profiles i the Grat § weeks of ths changs process.
This is the process of identifying all of the activities, volumes, standards,
nmﬂdﬁhhﬂaqﬂqlud&ﬂ«lﬂ:wmm
systema needs.

Dats developmant is the procass whers we obssrve activitias, and teach your
peopls 1o maks obssrvations to set benchmarks, We ol collect information

with your supervisors and managers to sstablish realistie plansing guidelines _

that they can use with confidence for planning and follow up purposes. Tho data
gatbered will also be used to complmtbmdnngmodahtomahﬁlhshm
range production planning requisemants.
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9. We will upgrads the management operating systems with the supervisors and
managens to provida all of the currently missing elements.

-Fuualﬁns-mh.wdudon.cydu

-Anmmophndmad{lennu

= Staffing requirenends desermination

= Effective daily plans

=~ Work sssignment and follow-up

- Departmantal aed inéividual productivity raporting e ca e
-Pcfmmutophnud?adbuk-quﬂry.m,w

- Lost time identification and documentation

10. A Quick Rasults Program will ocour during the firm 10 weeks of the project.
These are elements of the rystem’which caa be installed prior o the long term
cultural change phase of the project. These actiod meps are outlined @ our
Quick Results Schadule.

- Align organization to focus oa value added activities

~ Ares Layont

- Documentation of core ows

= Definition of ikill deficiencim

= Correct gaps in training and OTF developmenz

- Design Hopper - ample ordar generator to gauge quality and capacity
utilizazi

1.  Wa will review your ourrent work mix and make recommendations to balanse -
the resources to clarify respoasibilities, and mors effoctively cantrol the work
processes.

12.  Preliminary procadures will be ivrimn to provide answers 10 fystem disetiou
that may arise during the change process.

- Purpose - Why cach system demeat exists?

« Rasponsibility - Who prepares, reviews and takes action from esch elemen:?

- Frequeacy - How often is each systern element prepared?

- Distribution - Whare do copies of each elagnent go?

- Preparation - Whare does dats come fom and how is it used? 002807
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14.

15,

16.

17.

Mansgemant worksRops WAl sart in the 3rd week 30 that manageny are
prepared to support and reinforce the more In depth workshops thar the

npervisors will be going- through, and be prepared to od-Bacilitaze those
seagions in later workshops,

Supervisory workshops will start in the &b week of the change process These
workshops will cover both the technical sapects of mupervisios, and the
tacticaliinterpersonal side of daaling whh their psople. The progam will
involve workshop sessions, to establish the concepts of eflective nparvision, ua
well as one oo coe followwp with the supervisors to heip tham apply the
concepts in real Ife situations. We will coach thom on appropriste behaviors
required 10 mest expectations. Thesa workshops suppon the system upgrades
and assist the mipervisors in identificazion of barriers to productivity, quality
and servics. Thess workubops will also provids the basic skills necessary t
effoctively deal with the burtiers identifiad,

We will, with your people, enhance the smployee skills developmaens process.
We will review the selection prooess to ensure propet job requiremants re met.
We will upgrade trainiag materials to include “us is™ sctivities / meps within the
wortk flowms. We will incorporate on the Hoor supevisory follew up and
coaching to facilitate the manering of work activities,

Employee skills training programs msy be joirnly enhanced for key activisies
that associstes perform.  Working with technjcal advisen fom your
organization, we will determine the best methods for various ksy activities, asd
then design programs to teach these methods to future rainees. Wa will also
asssda the akifls fexibility for current mnd expected requiremems. We will
schadule truizing whers needad and focus coucting to specific stepe within the
work processes. This will include Integrating your existing training materials
ireo an ongoing associate training program. Togather with mitsagemeat, we will
determine the requiremen of mich programs by the 6th week.

Dry / Wet running is tha procsss where supervisors 10d mansgens can test and
practice using the various controls to demonstrate the capacity asd gain
confidence in the refisbiltty of the expectations that have besa set. Dry / Wet
running inchudes testing proposals on operming symem upgrades, skils
development enhancemeuts, and sample arder “hopper” generator system.
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